BMO AND SPRINGFOUR DRIVE BETTER PORTFOLIO PERFORMANCE

An empathy-first collections strategy case study

BMO 9 % springfour

Since 2018, SpringFour has been an integral element of banking and financial services giant BMO's
efforts to provide financial wellness solutions to its customers and help them make real financial
progress. Here's how this multinational bank and award-winning social impact fintech have teamed
up to drive increased repayment rates and lower delinquencies and credit losses through S4pro, all
while transforming their relationship with customers and achieving a significant ROI.

BMO was determined to bring an innovative approach
to help customers facing repayment challenges. By

ﬂ/g partnering with SpringFour, BMO aimed to provide a j\jprojected s e
- $ financial health solution during the loan servicing and credit loss benefit
(&3} collections process to get their customers back on
track with their payments and on the path to a
healthier financial future. orojected ROI of
The bank also wanted to see if tackling ongoing one-year investment
challenges of payment performance, delinquency, and
customer engagement might also increase repayment & :
rates and decrease credit losses. This approach was %(4 ?:fae?glasl Qgﬁ\lfe?red
devised to improve outcomes for struggling customers to customers
and boost business performance.
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SOLUTION

With strong support from executive management, BMO deployed SpringFour’s cloud-based
contact center tool, S4pro, in its loan servicing and collections operations across its
consumer loan portfolios. BMO's contact center and collections teams deliver customers
Q customized, relevant financial health support in a few easy clicks using S4pro. While on
calls, agents can quickly identify and share vetted nonprofit and government resources
specific to the customer’s ZIP Code and area of financial need — at no cost to the customer.
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To help BMO customers achieve comprehensive financial wellness, SpringFour
offers more than 23,500 local, statewide, and national nonprofit and government
fc programs and resources for disaster relief, employment services, down payment
’@ assistance, food and utility savings, and more. These resources cover more than
700 markets, including every major city and metro area across the United States -
an ideal solution for nationwide financial institutions like BMO.

READ MORE =) As featured in Tearsheet: “The bottom line is empathy: BMO and SpringFour
are changing what it means to bank on consumers' financial progress”

RESULTS

o Since the launch of this partnership, more than 772,000 financial health

@ @@\ referrals have been provided to BMO customers - reducing customers’
é) - @ expenses, improving their cash flow, and freeing up money for loan payments.

" Providing access to these resources led customers to make payments more

easily, prioritize their payments to BMO, and enhance their brand loyalty and

trust. In addition to benefiting customers, the financial benefit to the bank has also been
substantial: in its last analysis, conducted over a 12-month span from May 2022 through April
2023, BMO projected an annual credit loss benefit of $1.9 million in the consumer loan
portfolios. BMO also delivered substantial credit loss savings with relatively low investment,
with a strong over 5x return on investment. BMO management noted that ROl expectations
are often used to allocate budget for new initiatives and that the ROl achieved in partnership
with SpringFour was particularly compelling within the context of the industry.
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SpringFour and BMOQ's partnership demonstrates the power of focusing on financial health
with resources designed to drive more positive interactions and outcomes for customers
and increased repayment rates, credit loss benefits, and ROI for the bank. Adopting
empathy-first strategies doesn't merely support customers and enhance relationship
management — it also makes business sense. Not only does this illustrate the importance
of the bank/fintech partnership, which enables each partner to deliver impact that they
could not deliver alone, but it also proves the power of placing financial wellness and
empathy at the center of the solution.

$1.9 MILLION* 5.49 X* 91,000*
projected annualized projected ROI of %}%ﬂ financial health referrals

credit loss benefit one-year investment delivered to customers

*based on a 2023 study of a portion of BMQ’s US portfolio

To learn how your organization can drive impact with SpringFour, BMO 9
contact us at impact@springfour.com ¥ springfour
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